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DYNAMIC AND ADAPTIVE SELECTION OF 
VOCABULARY AND ACOUSTIC MODELS BASED 

ON A CALL CONTEXT FOR SPEECH 
RECOGNITION 

BACKGROUND 

[0001] Aspects of the present invention relate to auto 
mated-speech processing. Other aspects of the present 
invention relate to adaptive automatic speech recognition. 

[0002] In a society that is becoming increasingly service 
oriented, choices of products are often determined according 
to accompanying customer services offered With the prod 
ucts. Companies invest much capital in providing such 
services in order to attract customers. For example, a cus 
tomer Who purchases a computer from a manufacturer may 
be provided With a toll free telephone number so that the 
customer can call for any technical support or service 
questions. To facilitate offered customer services, a manu 
facturer may establish a call center equipped With call 
routing capabilities (e.g., route a call to an available agent), 
backend database systems managing relevant information 
such as customer pro?les, and personal Who are capable of 
handling different types of questions. There may be other 
possible system con?gurations besides call centers that are 
deployed to facilitate customer services. 

[0003] Maintaining a call center is costly. To effectively 
compete in the market place, the cost associated With 
customer services has to be kept loW. Various strategies of 
saving cost have been developed. One such strategy is to 
introduce automatic call routing capability so that there is no 
need to hire operators Whose job is merely direct calls to 
appropriate agents. Such automatic call routing facilities 
automatically interpret the needs related to a calling cus 
tomer (e.g., a customer may have a billing question) and 
then automatically route the customer’s call to an agent Who 
is specialiZed in the particular domain (e.g., an agent Who is 
responsible for handling billing related questions). 

[0004] There are mainly tWo categories of techniques to 
realiZe automatic call routing. One is to prompt a calling 
customer to enter coded choices. For example, a call center 
may prompt a customer to “enter 1 for placing an order; 
enter 2 for billing questions; enter 3 for promotions.”. With 
this implementation, a customer may enter the code corre 
sponding to desired service using a device With keys such as 
a telephone. Since this type of solution requires a calling 
customer’s effort, it may annoy some customers, especially 
When the number of choices is large enough so that a 
customer may have trouble to remember the code for each 
service choice after hearing the prompt. 

[0005] Another category of techniques is to automate call 
routing via voice. In this case, a call center may prompt a 
calling customer to say What category of service is being 
requested. Since a customer, in this case, does not have to 
remember the code for each choice, it is often more conve 
nient. To realiZe this type of solutions, a call center usually 
deploys an automatic speech recognition system that recog 
niZes the spoken Words from the speech of a calling cus 
tomer. The recogniZed spoken Words are then used to route 
the call. Due to the fact that a call center usually handles 
calls potentially from many different customers, it usually 
deploys an automatic speech recognition system that is 
speaker independent (as opposed to speaker dependent sys 

Oct. 9, 2003 

tem). Independent speaker voice recognition, although more 
?exible than speaker dependent voice recognition, is less 
accurate. 

[0006] To minimiZe the recognition inaccuracy of using a 
speaker independent system, a smaller than normal vocabu 
lary may be used. With this technique, if a call center 
prompts a calling customer at a particular stage of the call to 
state one of the three given service choices, to recogniZe 
What the customer Will say, a vocabulary of only three Words 
may be selected for recognition. For example, if a customer 
is given choices of “information”, “operator”, and “billing”, 
to recogniZe What the customer Will choose, a vocabulary 
consisting of only these three Words is selected (as opposed 
to a generic vocabulary containing thousands of Words) for 
recognition purposes. Using a smaller vocabulary helps to 
narroW the scope of the recognition and, hence, improve 
recognition accuracy. With this technique, at different stages 
of a call, different vocabularies are selected based on the 
requirements of an underlying application. 

[0007] In many real systems, even With ?exible selection 
of vocabularies at different stages of a call, recognition 
accuracy is often not good enough. This is especially true 
When the underlying vocabulary is not small enough. It is a 
difficult task to perform automated speech recognition that is 
speaker independent. Even With a relatively small vocabu 
lary, different customers may state a same choice With very 
different speech features. For example, Word “operator” may 
be pronounced quite differently by an American native 
speaker and a Japanese national. 

BRIEF DESCRIPTION OF THE DRAWINGS 

[0008] The present invention is further described in terms 
of exemplary embodiments, Which Will be described in 
detail With reference to the draWings. These embodiments 
are non-limiting exemplary embodiments, in Which like 
reference numerals represent similar parts throughout the 
several vieWs of the draWings, and Wherein: 

[0009] FIG. 1 depicts a frameWork in Which a caller’s 
speech is recogniZed using vocabulary and acoustic models 
adaptively selected based on a call context, according to 
embodiments of the present invention; 

[0010] FIG. 2 depicts the internal high level functional 
block diagram of a speech recognition mechanism that is 
capable of adapting its vocabulary and acoustic models to a 
call context, according to embodiments of the present inven 
tion; 

[0011] FIG. 3 illustrates exemplary relevant information 
of a call context that may affect the adaptive selection of a 
vocabulary and associated acoustic models, according to 
embodiments of the present invention; 

[0012] FIG. 4 describes an exemplary relationship 
betWeen vocabularies and acoustic models, according to an 
embodiment of the present invention; 

[0013] FIG. 5 is an exemplary ?oWchart of a process, in 
Which a caller’s speech is recogniZed using vocabulary and 
acoustic models adaptively selected based on a call context, 
according to an embodiment of the present invention; 

[0014] FIG. 6 is an exemplary ?oWchart of a process, in 
Which a vocabulary adaptation mechanism dynamically 



US 2003/0191639 A1 

selects an appropriate vocabulary according to a call context, 
according to an embodiment of the present invention; 

[0015] FIG. 7 is an exemplary ?owchart of a process, in 
Which an acoustic model adaptation mechanism dynami 
cally selects an appropriate acoustic models With respect to 
a vocabulary based on a call context, according to an 
embodiment of the present invention; and 

[0016] FIG. 8 is an exemplary ?oWchart of a process, in 
Which acoustic models used for speech recognition are 
adaptively adjusted based on speech recognition perfor 
mances, according to an embodiment of the present inven 
tion. 

DETAILED DESCRIPTION 

[0017] The processing described beloW may be performed 
by a properly programmed general-purpose computer alone 
or in connection With a special purpose computer. Such 
processing may be performed by a single platform or by a 
distributed processing platform. In addition, such processing 
and functionality can be implemented in the form of special 
purpose hardWare or in the form of softWare being run by a 
general-purpose computer. Any data handled in such pro 
cessing or created as a result of such processing can be 
stored in any memory as is conventional in the art. By Way 
of example, such data may be stored in a temporary memory, 
such as in the RAM of a given computer system or sub 
system. In addition, or in the alternative, such data may be 
stored in longer-term storage devices, for example, magnetic 
disks, reWritable optical disks, and so on. For purposes of the 
disclosure herein, a computer-readable media may comprise 
any form of data storage mechanism, including such existing 
memory technologies as Well as hardWare or circuit repre 
sentations of such structures and of such data. 

[0018] FIG. 1 depicts a frameWork 100 in Which a caller’s 
speech is recogniZed using vocabulary and acoustic models 
adaptively chosen based on a call context, according to 
embodiments of the present invention. Framework 100 
comprises a plurality of callers (caller 1110a, caller 2110b, 

. , caller n 110c), a voice response system 130, and a 
speech recognition mechanism 140. A caller communicates 
With the voice response system 130 via a netWork 120. Upon 
receiving a call from a caller via the netWork 120, the voice 
response system 140 identi?es and forWards information 
relevant to the call to the speech recognition mechanism 
140. Based on such information, the speech recognition 
mechanism 140 adaptively selects one or more vocabularies 
and acoustic models, appropriate With respect to the call 
information and the caller, that are then used to recogniZe 
spoken Words uttered by the caller during the call. 

[0019] A caller may place a call via either a Wired or a 
Wireless device, Which can be a telephone, a cellular phone, 
or any communication device, such as a personal data 
assistant (PDA) or a personal computer, that is capable of 
transmitting either speech (voice) data or features trans 
formed from speech data. The netWork 120 represents a 
generic netWork, Which may correspond to, but not limited 
to, a local area netWork (LAN), a Wide area netWork (WAN), 
the Internet, a Wireless netWork, or a proprietary netWork. 
The netWork 120 is capable of not only transmitting data but 
also relaying useful information related to the transmission, 
together With the transmitted data, to the voice response 
system 130. For example, the netWork 120 may include 
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sWitches, routers, and PBXes that are capable of extracting 
information related to the caller and attaching such infor 
mation With the transmitted data. 

[0020] The voice response system 130 represents a generic 
voice enabled system that responds to the speech from a 
caller by taking appropriate actions based on What a caller 
says during a call. For example, the voice response system 
130 may correspond to an interactive voice response (IVR) 
system deployed at a call center. When a caller places a call 
to the call center, the IVR system may automatically direct 
the call to an appropriate agent at the call center based on 
What is said by the caller. For instance, if a caller calls for 
a billing question, the IVR system should direct the call to 
an agent Who is trained to ansWer billing questions. If the 
caller asks for directory assistance, the IVR system should 
direct the call to an agent Who is on duty to help callers to 
?nd desired phone numbers. 

[0021] To appropriately act based on a caller’s voice 
request, the voice response system 130 relies on the speech 
recognition mechanism 140 to recogniZe What is being said 
in the caller’s speech. To improve recognition accuracy, the 
voice response system 130 may actively prompt a caller to 
ansWer certain questions. For example, upon intercepting a 
call, the voice response system 130 may ask the caller to 
state one of several given types of assistance that he/she is 
seeking (e.g., “place an order”, “directory assistance”, and 
“billing”). 

[0022] The ansWer from the caller may be not only utiliZed 
to guide the voice response system 130 to react but also 
useful in terms of selecting an appropriate vocabulary for 
speech recognition purposes. For instance, knoWing that a 
caller’s request is for billing service, the voice response 
system 130 may further prompt the caller to provide an 
account number. Given this context, the speech recognition 
mechanism 140 may utiliZe a digits vocabulary (a vocabu 
lary consisting of only digits, if an account number is knoWn 
to consist of only digits) to recogniZe What Will be said in the 
caller’s response. The choice of a particular vocabulary may 
depend on an underlying application. For example, if an 
account is knoWn to be composed of a combination of digits 
and letters, the speech recognition mechanism 140 may 
utiliZe both a digit vocabulary and a letter vocabulary 
(consisting of only letters) to form a combined vocabulary. 
A choice of a vocabulary may also be language dependent. 
For instance, if a caller speaks only Spanish, a Spanish 
vocabulary has to be used. 

[0023] Using a particular vocabulary in speech recogni 
tion may narroW doWn the scope of What needs to be 
recogniZed, Which improves both the efficiency and accu 
racy of the speech recognition mechanism 140. Another 
dimension affecting the performance of a speech recogniZer 
involves Whether a caller’s speech characteristics are 
knoWn. For example, a French person may speak English 
With a French accent. In this case, even With an appropriately 
selected vocabulary, recognition accuracy on, for example, 
recogniZing English digits spoken by a French person using 
an English digit vocabulary may result in poor recognition 
accuracy. In speech recognition, acoustic models capture the 
acoustic realiZation of phonemes in context corresponding to 
spoken Words. A vocabulary realiZed in different languages 
may correspond to vastly different acoustic models. Simi 
larly, a vocabulary in a particular language yet realiZed With 
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different accents (e.g., speak digits in English With a French 
accent) may also yield distinct acoustic models. 

[0024] The speech recognition mechanism 140 adaptively 
selects both vocabulary and associated acoustic models 
appropriate for recognition purposes. It comprises a vocabu 
lary adaptation mechanism 150, an acoustic model adapta 
tion mechanism 170, and an automatic speech recogniZer 
160. The vocabulary adaptation mechanism 150 determines 
appropriate vocabularies based on information related to a 
particular call as Well as the underlying application. For 
example, it may select an English digit vocabulary based on 
the fact that the caller is knoWn to be an English speaker 
(e. g., based on either prior knoWledge about the customer or 
automated recognition results) and the caller requests ser 
vice related to billing questions. In this case, the English 
digit vocabulary is chosen for upcoming recognition of What 
Will be said by the caller in ansWering the question, for 
instance, about his/her account number. Therefore, an appro 
priate vocabulary may selected based on both application 
needs (e.g., to ansWer a billing question, an account number 
is required) and the information about a particular caller 
(e.g., English speaking With a French accent). 

[0025] The acoustic model adaptation mechanism 170 
adaptively selects acoustic models based on a selected 
vocabulary (by the vocabulary adaptation mechanism 150) 
and the information related to the underlying call. For 
eXample, assume an incoming call is for a billing related 
question and the caller is knoWn (e.g., the customer pro?le 
associated With the caller ID may reveal so) to be an English 
speaker With a French accent. In this case, the vocabulary 
adaptation mechanism 150 selects an English digit vocabu 
lary. Based on the vocabulary selection and the knoWn 
conteXt of the call (e.g., information about the caller), the 
acoustic model adaptation mechanism 170 may select the 
acoustic models that characteriZe speech properties of spo 
ken English digits With French accent. 

[0026] If a caller’s speech characteristics are not knoWn a 
priori (e.g., accent), the acoustic model adaptation mecha 
nism 170 may determine, on-the-?y, the best acoustic mod 
els suitable for a particular caller. For eXample, the acoustic 
model adaptation mechanism 170 may dynamically, during 
the course of speech recognition, adapts to appropriate 
acoustic models based on the recognition performance of the 
automatic speech recogniZer 160. It may continuously moni 
tor the speech recognition performance and accordingly 
adjust the acoustic models to be used. The updated infor 
mation is then stored and associated With the call-informa 
tion for future use. 

[0027] When a vocabulary and corresponding acoustic 
models are both appropriately chosen, the automatic speech 
recogniZer 160 performs speech recognition on incoming 
speech (from the caller) using the selected vocabulary and 
acoustic models. The recognition result is then sent to the 
voice response system 130 so that it can properly react to the 
caller’s voice request. For eXample, if a caller’s account 
number is recogniZed, the voice response system 130 may 
pull up the account information and prompt the caller to 
indicate What type of billing information the caller is 
requesting. 

[0028] The reaction of the voice response system 130 may 
further trigger the speech recognition mechanism 140 to 
adapt to select different vocabulary and acoustic models for 
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upcoming recognition. For eXample, to facilitate the auto 
matic speech recogniZer 160 to recogniZe the upcoming 
ansWer about the type of billing question (from the caller), 
the vocabulary adaptation mechanism 150 may select a 
vocabulary consisting of three Words corresponding to three 
types of billing questions (e.g., “balance”, “credit”, and “last 
payment”). The acoustic model adaptation mechanism 170 
may then accordingly select the acoustic models of the 
three-Word vocabulary that correspond to, for eXample, 
French accent. Therefore, both the vocabulary adaptation 
mechanism 150 and the acoustic adaptation mechanism 170 
adapt to the changing conteXt of a call and dynamically 
select the vocabularies and acoustic models that are most 
appropriate given the call conteXt. 

[0029] FIG. 2 depicts the internal high level functional 
block diagram of the speech recognition mechanism 140, 
according to embodiments of the present invention. The 
vocabulary adaptation mechanism 150 comprises an appli 
cation controller 210, a call conteXt detection mechanism 
240, a vocabulary selection mechanism 220, and a plurality 
of available vocabularies 230. The vocabulary selection 
mechanism 220 chooses appropriate vocabularies based on 
a call conteXt, detected by the call conteXt detection mecha 
nism 240, and the application requirement, determined by 
the application controller 210. 

[0030] The application controller 210 may dictate the 
choice of type of vocabulary from the standpoint of What an 
application requires. For eXample, if an account number in 
a particular application consists of only digits (determined 
by the application controller 210), a digit vocabulary is 
needed to recogniZe a spoken account number. If an account 
number in a different application consists of digits and 
letters, both a digit vocabulary and a letter vocabulary are 
required to recogniZe a spoken account number. 

[0031] A call conteXt associated With a call (may also 
associate With different time instances during the call) may 
dictate the choice of a vocabulary from the standpoint of 
linguistic requirement. For eXample, if a digit vocabulary is 
required by an application, there are choices in terms of 
Which digit vocabulary of a particular language is required. 
This may be determined according to the call conteXt. For 
eXample, if the caller is a French speaking person, a French 
digit vocabulary is needed. 

[0032] The call conteXt detection mechanism 240 receives 
information either forWarded from the voice response sys 
tem 130 or retrieved from a customer pro?le associated With 
the caller or from the netWork. For eXample, the voice 
response system 130 may forWard call related information 
such as a caller identi?cation number (caller ID) or an area 
code representing an area from Where the call is initiated. A 
caller ID may be used to retrieve a corresponding customer 
pro?le that may provide further information such as the 
language preference of the caller. Using such information, 
the call conteXt detection mechanism 240 constructs the 
underlying call conteXt, Which may be relevant to the 
selection of appropriate vocabularies or acoustic models. 

[0033] FIG. 3 illustrates exemplary relevant types of 
information Within a call conteXt that may affect the selec 
tion of a vocabulary and associated acoustic models, accord 
ing to embodiments of the present invention. The informa 
tion forWarded from the voice response system 130 may 
correspond to geographical information 310, including, for 
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example, an area code 320, an exchange number 330, or a 
caller ID 340. Such information may be associated With a 
physical location Where the call is initiated, Which may be 
identi?ed from the area code 320, the exchange number 330, 
or, probably most precisely, from the caller ID 340. Geo 
graphical information may be initially gathered at a local 
carrier When the call is initiated and then routed (With the 
call) via the netWork 120 to the voice response system 130. 

[0034] The customer information retrieved from a cus 
tomer pro?le may include, for example, one or more corre 
sponding caller IDs 340, an account number 360, . . . , and 

language preference 370. Using a received caller ID (from 
the voice response mechanism 130), information contained 
in the associated customer pro?le may be retrieved. For 
example, given a caller ID, the language preference 370 may 
be retrieved from an associated customer pro?le. The lan 
guage preference 370 may be indicated via different means. 
For instance, it may be entered When the underlying account 
is set up or it may be established during the course of dealing 
With the customer. 

[0035] Different callers may use a same caller ID. A 
customer pro?le may record each of such individual poten 
tial callers and their language preferences (not shoWn in 
FIG. 3). Alternatively, a customer pro?le may distinguish 
female callers 380 from male callers 390 (e.g., in a house 
hold) and their corresponding language preferences due to 
the fact that female and male speakers usually present 
substantially different speech characteristics so that distinct 
acoustic models may be used to recogniZe their speech. 

[0036] Geographical information related to a call can be 
used to obtain more information relevant to the selection of 
vocabularies and acoustic models. For example, a caller ID 
forWarded from the voice response system 130 can be used 
to retrieve a corresponding customer pro?le that provides 
further relevant information such as language preference. 
Using the retrieved language preference 370 (combined With 
a required type of vocabulary according to application 
needs), an appropriate vocabulary (e.g., English digit 
vocabulary) and acoustic models (e.g., acoustic models for 
English digits in French accent) may be determined. 

[0037] When a caller ID is not available, direct access to 
a customer pro?le may not be possible. Consequently, a 
preferred language may not be knoWn. In this case, the area 
code 320 or the exchange number 330 may be used to infer 
a language preference. For instance, if the area code 320 
corresponds to a geographical area in Texas, it may be 
inferred that acoustic models corresponding to a Texan 
accent may be appropriate. As another example, if the 
exchange number 330 corresponds to a region (e.g., China 
toWn in NeW York City), in Which majority people speak 
English With a particular accent (i.e., Chinese living in 
ChinatoWn of NeW York City speak English With Chinese 
accent), a particular set of acoustic models corresponding to 
the inferred accent may be considered as appropriate. 

[0038] As discussed earlier, selection of acoustic models 
depends on not only the speech characteristics of a caller but 
also the choice of vocabularies. FIG. 4 illustrates an exem 
plary relationship betWeen vocabularies and acoustic mod 
els, according to an embodiment of the present invention. 
The vocabularies 230 includes a plurality of vocabularies 
(vocabulary 1410, vocabulary 2420, . . . , vocabulary n 430). 
Each vocabulary may have realiZations in different lan 
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guages. For example, digit vocabulary 420 may include 
Spanish digit vocabulary 440, English digit vocabulary 450, 

. . , and Japanese digit vocabulary 460. In addition, With 
respect to each vocabulary in a given language, a plurality 
of acoustic models corresponding to different accents may 
be available. For instance, for the English digit vocabulary 
450, acoustic models corresponding to Spanish accent (470), 
English accent 480, and French accent 490 may be selected 
consistent With the speech characteristics of a caller. 

[0039] To select appropriate acoustic models, the acoustic 
model adaptation mechanism 170 may make the selection 
based on either the given information, such as the selection 
of a vocabulary (made by the vocabulary adaptation mecha 
nism 150) and the information contained in a call context, or 
information gathered on-the-?y, such as the speech charac 
teristics detected from a caller’s speech. Referring to FIG. 
2, the acoustic model adaptation mechanism 170 comprises 
an acoustic model selection mechanism 260, an adaptation 
mechanism 280, and a collection of available acoustic 
models 270. The acoustic selection mechanism 260 receives 
a call context from the call context detection mechanism 
240. Information contained in the call context may be used 
to determine a selection of appropriate acoustic models (see 
FIG. 3). 

[0040] When the received call context does not provide 
needed information to make a selection, the adaptation 
mechanism 280 may detect, during the call, speech charac 
teristics from the caller’s speech (e.g., Whether the caller is 
a female or a male speaker) that may be relevant to the 
selection. The detected speech characteristics may also be 
used to identify information in the associated customer 
pro?le that are useful to the selection. For example, if a 
female voice is detected, the acoustic model selection 
mechanism 260 may use that information to see Whether 
there is a language preference associated With a female 
speaker in the customer pro?le (accessed using, for example, 
a caller ID in the call context). In this case, the selection is 
dynamically determined, on-the-?y, according to the speech 
characteristics of the caller. 

[0041] A different exemplary alternative to achieve adap 
tation on-the-?y When there is no information available to 
assist the selection of acoustic models is to initially select a 
set of acoustic models according to some criteria and then 
re?ne the selection based on the on-line performance of 
speech recognition. For example, given an English digit 
vocabulary, the acoustic model selection mechanism 260 
may initially choose acoustic models corresponding to 
English accent, Spanish accent, and French accent. All such 
initially selected acoustic models are then fed to the auto 
matic speech recogniZer 160 for speech recognition (e.g., 
parallel speech recognition against different accents). The 
performance measures (e.g., scores of the recognition) are 
produced during the recognition and sent to the adaptation 
mechanism 280 to evaluate the appropriateness of the ini 
tially selected acoustic models. The acoustic models result 
ing in poorer recognition performance may not be consid 
ered for further recognition in the context of this call. Such 
on-line adaptation may continue until the most appropriate 
acoustic models are identi?ed. 

[0042] The ?nal on-line adaptation results (choices of 
acoustic models adjusted to achieve optimal speech recog 
nition performance) may be used to update the underlying 



US 2003/0191639 A1 

customer pro?le. For example, an underlying customer 
pro?le that originally has no indication of any language 
preference and accent may be updated With the on-line 
adaptation results, together With associated speech charac 
teristics. For instance, a female speaker (speech character 
istics) of a household (corresponding to a caller ID) has a 
French accent. Such updated information in the customer 
pro?le may be used in the future as a default selection With 
respect to a particular kind of speaker. 

[0043] FIG. 5 is an exemplary ?oWchart of a process, in 
Which a caller’s speech is recogniZed using vocabulary and 
acoustic models that are adaptively selected based on a call 
context, according to an embodiment of the present inven 
tion. A call is ?rst received at act 510. Information relevant 
to the call is then forWarded, at act 520, from the voice 
response system 130 to the speech recognition mechanism 
140. Acall context is detected at act 5330 and is used to select, 
at act 540, an appropriate vocabulary. Based on the selected 
vocabulary and the detected call context, proper acoustic 
models are identi?ed at act 550. Using such selected vocabu 
lary and the acoustic models, the automatic speech recog 
niZer 160 performs speech recognition, at act 560, on the 
caller’s speech. 

[0044] FIG. 6 is an exemplary ?oWchart of a process, in 
Which the vocabulary adaptation mechanism 160 dynami 
cally selects an appropriate vocabulary according to a call 
context, according to an embodiment of the present inven 
tion. Information relevant to a call is received at act 610. 
Based on the call information, a customer pro?le may be 
retrieved at act 620. From the call information and the 
customer pro?le, a call context is detected, at act 630, and 
an appropriate vocabulary is selected accordingly at act 640. 
The selected vocabulary, together With the call context, is 
then sent, at act 640, to the acoustic model adaptation 
mechanism 170. 

[0045] FIG. 7 is an exemplary ?oWchart of a process, in 
Which the acoustic model adaptation mechanism 170 
dynamically selects appropriate acoustic models With 
respect to a vocabulary based on a call context, according to 
an embodiment of the present invention. A call context and 
a selected vocabulary is ?rst received at act 710. Using the 
call context, relevant customer information is analyZed at act 
720. When necessary, speech characteristics of the caller are 
determined at act 730. Acoustic models that are appropriate 
With respect to the given vocabulary and the call context 
(including the speech characteristics detected on-the-?y) are 
selected at act 740. 

[0046] FIG. 8 is an exemplary ?oWchart of a process, in 
Which vocabularies and acoustic models used for speech 
recognition are adaptively adjusted on-the-?y based on 
speech recognition performances, according to an embodi 
ment of the present invention. Adaptively selected vocabu 
lary and acoustic models are ?rst retrieved, at act 810, and 
then used to recogniZe, at act 820, the speech from a caller. 
Performance measures are generated during the course of 
recognition and are used to assess, at act 830, the recognition 
performance. If the assessment indicates that a high con? 
dence is achieved during the recognition, determined at act 
840, current vocabulary and acoustic models are continu 
ously used for on-going speech. OtherWise, vocabulary and 
acoustic models that may lead to improved recognition 
performance are re-selected at act 850. Information related 
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to the re-selection (e.g., the neWly selected vocabulary and 
acoustic models) is used to update the underlying customer 
pro?le. This model adaptation process may continue until 
the end of the call. 

[0047] While the invention has been described With ref 
erence to the certain illustrated embodiments, the Words that 
have been used herein are Words of description, rather than 
Words of limitation. Changes may be made, Within the 
purvieW of the appended claims, Without departing from the 
scope and spirit of the invention in its aspects. Although the 
invention has been described herein With reference to par 
ticular structures, acts, and materials, the invention is not to 
be limited to the particulars disclosed, but rather can be 
embodied in a Wide variety of forms, some of Which may be 
quite different from those of the disclosed embodiments and 
extends to all equivalent structures, acts, and, materials, such 
as are Within the scope of the appended claims. 

What is claimed is: 
1. A method, comprising: 

receiving a call from a caller associated With a customer; 

foWarding relevant call information associated With the 
call; 

detecting a call context associated With the call based on 
the call information; 

selecting at least one vocabulary according to the call 
context; 

identifying at least one acoustic model for each of the at 
least one vocabulary based on the call context; and 

recogniZing speech content of the call using the at least 
one vocabulary and the at least one acoustic model. 

2. The method according to claim 1, Wherein 

the at least one vocabulary includes at least some of: 

a digits vocabulary in a particular language, 

a letter vocabulary in a particular language, 

a Word vocabulary in a particular language, and 

a generic vocabulary in a particular language; and 

the at least one acoustic model representing a speci?c 
accent With respect to a particular vocabulary. 

3. The method according to claim 2, Wherein the call 
context includes at least some of: 

geographical information associated With the call Which 
includes: 

an area code representing a geographical area from 
Where the call is placed, 

an exchange number representing a geographical 
region from Where the call is placed, or 

a caller identi?cation number representing a phone 
through Which the call is placed by the caller; 

customer information associated With the customer 
Which includes: 

an account number representing an account using 
Which the customer places the call, 

the caller identi?cation number associated With the 
account; 
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customer characteristics; or 

an on-the-?y voice sample used to evaluate voice 
characteristics. 

4. The method acording to claim 3, Wherein the customer 
characteristics associated With the customer include at least 
some: 

gender of at least one caller associated With the customer; 

Zero or more languages for communication preferred by 
the at least one caller; or 

speech accent With respect to the preferred languages of 
the at least one caller. 

5. The method according to claim 4, Wherein said detect 
ing a call context comprises at least some of: 

extracting the geographical information of the call from 
the relevant call information associated With the call; 

identifying the customer information from a customer 
pro?le corresponding to the account number using 
Which the customer places the call; or 

identifying the customer characteristics based on the 
speech of the customer. 

6. The method according to claim 1, further comprising: 

accessing the performance of said recogniZing; 

re-selecting at least some of the vocabulary and the 
acoustic models that correspond to better performance 
of said recogniZing according to said assessing. 

7. A method for selecting an appropriate vocabulary, 
comprising: 

receiving call information relevant to a call placed by a 
caller associated With a customer; 

retrieving, if the call information provides appropriate 
identi?cation, a customer pro?le, accessed using the 
appropriate identi?cation, to obtain customer informa 
tion; 

detecting a call context associated With the call based on 
the call information and the customer information; and 

selecting an appropriate vocabulary based on the call 
context. 

8. The method according to claim 7, Wherein said detect 
ing comprises: 

extracting geographical or customer information from the 
call information; 

obtaining customer information from the customer pro 
?le; or 

detecting caller characteristics based on the speech of the 
caller. 

9. A method for selecting an appropriate acoustic model, 
comprising: 

receiving a call context, relevant to a call placed by a 
caller associated With a customer, and a vocabulary; 
and 

selecting at least one acoustic model With respect to the 
vocabulary based on the a call context. 

10. The method according to claim 9, Wherein said 
selecting includes at least some of: 

Oct. 9, 2003 

analyZing relevant customer information contained in the 
a call context; and 

determining the speech characteristics of the caller from 
the speech of the caller. 

11. A method for adaptively adjusting vocabulary and 
acoustic model selection, comprising: 

performing speech recognition using at least one vocabu 
lary and associated at least one acoustic model, selected 
according to a call context related to a call from a caller, 
on the speech from the caller; 

assessing the performance of the speech recognition With 
respect to each of the at least one vocabulary and each 
of its associated acoustic models; and 

re-selecting an updated vocabulary or an updated acoustic 
model based on assessed speech recognition perfor 
mance so that said performing speech recognition is to 
be carried out using the updated vocabulary and the 
updated acoustic model. 

12. The method system according to claim 11, further 
comprising: 

updating a customer pro?le, associated With the caller, 
based on the updated acoustic model. 

13. A system, comprising: 

a caller for making a call; and 

a speech recognition mechanism for recogniZing the 
speech of the caller using at least one vocabulary and 
at least one acoustic model selected adaptively based 
on a call context associated With the call and the caller. 

14. The system according to claim 13, Wherein the speech 
recognition mechanism comprises: 

a vocabulary adaptation mechanism for detecting the call 
context and for adaptively selecting the at least one 
vocabulary based on the detected call context; 

an acoustic model adaptation mechanism for dynamically 
selecting the at least one acoustic model that are 
adaptive to the call context and the caller so that the 
performance of the speech recognition mechanism is 
optimiZed; 

an automatic speech recogniZer for performing speech 
recognition on the speech of the caller using the at least 
one vocabulary and the at least one acoustic model. 

15. A vocabulary selection mechanism, comprising: 

a call context detection mechanism for detecting a call 
context based on relevant information associated With 
a call from a caller; and 

a vocabulary selection mechanism for selecting an appro 
priate vocabulary based on the call context. 

16. The mechanism according to claim 15, Wherein the 
call context detection mechanism detects the call context 
based on at least some of: 

geographical information associated With the call; 

customer information from a customer pro?le to Which 
the caller is associated With; and 

acoustic characteristics associated With the caller and 
detected from the speech of the caller. 
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17. An acoustic model adaptation mechanism, compris 
ing: 

an acoustic model selection mechanism for adaptively 
selecting at least one acoustic model based on a call 
context of a call placed by a caller; and 

an adaptation mechanism for dynamically updating the 
acoustic model selection made by the acoustic model 
selection mechanism based on the performance of an 
automatic speech recognizer to generate an updated 
acoustic model. 

18. The mechanism according to claim 17, Wherein the 
adaptation mechanism updates a customer pro?le associated 
With the caller based on the updated acoustic model. 

19. A machine-accessible medium encoded With data, the 
data, When accessed, causing: 

receiving a call from a caller associated With a customer; 

foWarding relevant call information associated With the 
call; 

detecting a call context associated With the call based on 
the call information; 

selecting at least one vocabulary according to the call 
context; 

identifying at least one acoustic model for each of the at 
least one vocabulary based on the call context; and 

recogniZing speech content of the call using the at least 
one vocabulary and the at least one acoustic model. 

20. The medium according to claim 19, Wherein the at 
least one vocabulary includes at least some of: 

a digits vocabulary in a particular language, 

a letter vocabulary in a particular language, 

a Word vocabulary in a particular language, and 

a generic vocabulary in a particular language; and 

the at least one acoustic model representing a speci?c 
accent With respect to a particular vocabulary. 

21. The medium according to claim 20, Wherein the call 
context includes at least some of: 

geographical information associated With the call Which 
includes: 

an area code representing a geographical area from 
Where the call is placed, 

an exchange number representing a geographical 
region from Where the call is placed, or 

a caller identi?cation number representing a phone 
through Which the call is placed by the caller; 

customer information associated With the customer Which 
includes: 

an account number representing an account using 
Which the customer places the call, 

the caller identi?cation number associated With the 
account; or 

customer characteristics. 
22. The medium acording to claim 21, Wherein the 

customer characteristics associated With the customer 
include at least some: 
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gender of at least one caller associated With the customer; 

Zero or more languages for communication preferred by 
the at least one caller; or 

speech accent With respect to the preferred languages of 
the at least one caller. 

23. The medium according to claim 22, Wherein said 
detecting a call context comprises at least some of: 

extracting the geographical information of the call from 
the relevant call information associated With the call; 

identifying the customer information from a customer 
pro?le corresponding to the account number using 
Which the customer places the call; or 

identifying the customer characteristics based on the 
speech of the customer. 

24. The medium according to claim 19, the data, When 
accessed, further causing: 

accessing the performance of said recogniZing; 

re-selecting at least some of the vocabulary and the 
acoustic models that correspond to better performance 
of said recogniZing according to said assessing. 

25. A machine-accessible medium encoded With data for 
selecting an appropriate vocabulary, the data, When 
accessed, causing: 

receiving call information relevant to a call placed by a 
caller associated With a customer; 

retrieving, if the call information provides appropriate 
identi?cation, a customer pro?le, accessed using the 
appropriate identi?cation, to obtain customer informa 
tion; 

detecting a call context associated With the call based on 
the call information and the customer information; and 

selecting an appropriate vocabulary based on the call 
context. 

26. The medium according to claim 25, Wherein said 
detecting comprises: 

extracting geographical or customer information from the 
call information; 

obtaining customer information from the customer pro 
?le; or 

detecting caller characteristics based on the speech of the 
caller. 

27. A machine-accessible medium encoded With data for 
selecting an appropriate acoustic model, the data, When 
accessed, causing: 

receiving a call context, relevant to a call placed by a 
caller associated With a customer, and a vocabulary; 
and 

selecting at least one acoustic model With respect to the 
vocabulary based on the call context. 

28. The medium according to claim 27, Wherein said 
selecting includes at least some of: 

analyZing relevant customer information contained in the 
call context; and 

determining the speech characteristics of the caller from 
the speech of the caller. 
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29. A machine-accessible medium encoded With data for re-selecting an updated vocabulary or an updated acoustic 
adaptively adjusting vocabulary and acoustic model selec- model based on assessed speech recognition perfor 
tion, the data, When accessed, causing: mance so that said performing speech recognition is to 

. . . . be carried out using the updated vocabulary and the 
performing speech recognition using at least one vocabu- . 

. . updated acoustic model. 
lary and associated at least one acoustic model, selected . . . 

. 30. The medium system according to claim 29, the data, 
according to a call context related to a call from a caller, . _ 

When accessed, further causing. on the speech from the caller; 
updating a customer pro?le, associated With the caller, 

assessing the performance of the speech recognition With based on the updated acoustic model 
respect to each of the at least one vocabulary and each 
of its associated acoustic models; and * * * * * 


